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RESUMEN

La presente investigacion titulada “La calidad de servicio y su relacion con la
satisfaccion del cliente del banco de crédito del Perd — agencia mercado
modelo 2017”. Tuvo como objetivo general Determinar la relacion de la calidad
de servicio con la satisfaccion del cliente del banco de crédito del Peru —
agencia mercado modelo 2017, para lo cual se disefid una investigacion
descriptiva, correlacional, con disefio no experimental, la poblacién estuvo
conformada por 200 clientes y 12 colaboradores, a los cuales se les aplico un
cuestionario en base al modelo Serqual. Dentro de los resultados mas
importantes tenemos que el 66,67% esta totalmente de acuerdo que el BCP
cuenta con equipos modernos para atender a sus clientes. Finalmente se
concluye que existe relacion entre la variable calidad de servicio y satisfaccion

al nivel de 89,6%
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ABSTRACT

This research entitled "The quality of service and its relation with the customer
satisfaction of the credit bank of Peru - agency market model 2017". The
purpose of this study was to determine the relationship between quality of
service and customer satisfaction of the Peruvian credit bank - model market
agency 2017, for which a descriptive, correlational research was designed with
a non-experimental design. 200 clients and 12 collaborators, who were given a
guestionnaire based on the Serqual model. Among the most important results
we have that 66.67% fully agree that the BCP has modern equipment to serve
its customers. Finally, it is concluded that there is a relationship between the
variable quality of service and satisfaction at the level of 89.6%
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